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PREFACE

tR

.r ,

This preface will explain the role of three national organizations in the deyelopmerit of
this handbook arid the accompanying film) These organizations are.: The National Paralegal
Institute, the California Rural Legal .Assistance Office of the National Senior Citizens Law
Center, and the Administration on 4girig of ttie Department of Health, Education and
Welfare.o.

. THE NATIONAL PARALEGAL INSTITUTE

The National Paralega l'lnstitute (NPI)7 was funded by the Office of Econorlkic ,Oppor-

tunity in 197210 providesoordinationr leadership, and resources to the pa gal rhVvement.

Tke- I rfstitute has been foe sing on developing training materials and curridul , 'as-well as

de eloping new models fo delivery.bf legal services u ilizing:Raralegars. NPI became interest-

ed in the p^ssibility of der people being trained s paraldgals arad sought the assistance of

the CR LA dffice of t ational Senior Citizens Law Center in developing relevaht materials.
t,

THE CRLA OFFICE OF THE NATIONAL SENIOR CITIZENS LAW CENTER.

The California Rurar Legal .Assistance Office' `(formerly known as the Senior Citizens,
Project of CR LA) has hau four years of experience in the use of senior citizens as paralegals, ,
and in the development of expertise in the substantive law areas of health and ificome main-
tenance. The office has trained and hired its own paralegals arjd has developed training and
reterenue nia,teridls and conducted training programs for paralegals in legal services and in
.social agencies throughout California.

o"

1 For [ifolynaton on obtaining fhn 'inn 'Th.' :!)alna Gil)/ Stoi attached ord r form at thi; und of this handbook

2 TI National Paralegal In .tiDrh,, 2000 P 5t , N W INashungtort, D C 20036
3 (Ail A-offer. of Ow National Soon)! Churn~ Law D.ntnr, 942 Mai kit' St , bum. 606, S F , Calif 94102
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In 1972 the Office of Economic Opportunity funded the Na.tional Senior Citizens Law
Center to serve as a central national resource for legal problems of the elderly poor. The '
CR LA Office is now funded through that center, and thus htesiiifted its bfforts to develop-

\ii.ing.training
materials which would have national significance. Therefore the Office welcomed

the opportunity to collaborate with the National Paralegal Institute.
Th decision was made to deielop multi-media" Packets szY such toPc61s: interviewing ;

i t," and advocacy techniques; how torepresent a client at an administrative hearing; Kid*
information on substantive areas of thp law, such as Medicare and the new federaliied'adult
categorical aids. The topic ckosen for highest priority was: how to setup a model office
utilizing senior .citizens as paralegals. Based on its experience in providing training and

4 cdnsultaiion to paralegal programs, the CR LA office selected as the mode! office the Senior

,,
Citizens Legal Services (SCLS) pl the Santa Cruz Legal Aid Society.

The next step was the securing of funding for the packets, particularly for the develop-
ment oP approrrriate films. . .

, ,, .

ADMINIStRATION:ON AGING

The National Paralegal Institute in conjunction vith the CR LA Office applied forand
received- a grant from the Administration on Aging' to develop the multi-media packets.

The Administration. on Aging (AOA) of the Department of Health, Education. and

Welfare is the federal agency primarily responsible for'' planning, coordinating, and advocat-
"'rig on behalf of America'S. TheA0A is committed to generatibg national resources
in ortier to create new and. ways to,,serve the elderly. It is disc) concerned with.

. developing new career opportunities for persons interested in serving tAe elderly and for

. the elderly themselves, All of these efforts are directed toward improving the general
quality of life of today's eldeily and helping to create the type of society that better,
understands the aging process and treats its senior citizens with digrtity, and respect.

O

f

sr.

1 Administration on Aging, SRS, OFpartment of H.E.W Washington, 0 C 20201.
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THE SAWA CRUZ. STORY ANL% 11-1E NATIONAL PERSPECTIVE'
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i

This is a story about orie communify's efforts to provide quIli4y legal services to the elder-

ly poor through the use of senior citizens as legal assistants. Although the service is uniquely

designed 4 -fill the particular eeds of the Santa Cruz community, it has applicability as a

model.el ewhere.Ve will begin by discussing three issues which are basic to an understandings
r

of the r-.1 tionai relevance of the Santa Cruz model. These issues are*:.-'1 1 the heed to provide

rrodera ely priced legal services through the,use of paralegals; 2) the need to provide new

' career pportunities to older people; and 3 the need tcb develop legal services spetifilally

geare to the problems pf the elderly poor: . ..
_..,_ ''.

.

T,hie audi6n.ce we hope to reach is varied: attorneys in. legal service off ices and-4n the

.p 'mote bar, staff Of senior centers and other social service agencies, community ;Arming

bodies, and communitAroups, iritqested in developing a similar program for their own

community. . .
)

PARALEGALS AND THE NIGH COST. OF LEGAL SERVICES
-..,v-;

The phenomenon of.paralegals1 has arisen out of the need for reasonably priced services,

thus paralleling paraprofmional movements in other high-priced professions such as

medicine. The middle-class and working-class can scarcely afford the fees, anti often don't

seek legal advice until the problem is unsolvable atAr% price. The very poor do have access

in some communities to free legal sefyices provided wider the Office of Economic Oppop.,

tunity program, but, again, the demand far exceeds thw supply. Thus, in both the _private'

and puhtit sectors, there pave been presprgs -generated for aderilliateTreasOnably priced'

R legal services for all segments of the community.
The response of lawyers liras: been mixed. At one end of the sIctrum are those. who

jealously. guard their profession's turf- by maintaining that everything a lawyer does requires

"lawyering skill" and cap only be done by 'a lawyer. At the other end are- those who

think- that many tasks do not require a lawyer, and, as a-matter of fact, can -be better ,-,
accomplished at a much lower cost by. a non-lawyer. / .. . \

The result has been experimentation with several models, some of which are: the legal

secretary; who has clearly defined 'tasks, but assumes no responsibility for direct service to

chentsi the legal assistaht, who has direct contact with the ctient, but who functions under

the close supervision of an attorney, the advocate who works ,independently of attorney
e

1 For %) fh4) °ugh tlitriussion of the paralegal movement, please we "Expansion of the Lavvyerikt Prckcess Through a New

Del.very System The Emergence' and State of Legal Paraprofessionalism,- by Lester Backman, C'lumbta Law Review.

Vol /1, ho /, NOV,'1111)C't 19 / I

2 (.nriS in / itn Rot //.. [Introit-13 Vogue and Fli Jar mei, Eds , American Bar Association Special Committee on

Legal Assi.tants, 19/2 ,
9
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supervision, perhaw in a socialagency.' The second model of legal assistant is the one ' ,

which fits most closely the Santa Cruz experienoe. It is basically a copservatige .modp1;
., providing for a high degree of accountability, while allowing for delegation of .manylime-..

QonStiming tasks to the paralegal. Thus it seemed like a particularly good choice for
, , _ .

4 ,' publicizing.

I

ail
.

..

, NEW CAREERS: SENIOR CITIZENS AS.PARALEGALS
.. . .

.. . . ,

In today's competitive job market, the older Arker,shares with other minorities a .

's rely disadvantaged position, Layoffs,' increased. technology In'cr mechanization, pro-
lor;ged pefiods of national 'unemployment, discrirfilnatory hiring'and job training practices, At

an progressively lower compulsort/ sage limits for retirement combine to drastically restrict
opportunities for older people to secure full,or part-time employment. Nevertheless, employ-
ment remains the primary source. of income for persons 45 to 65 and often a necessary
sourae, tesuppler'nent inadequate retirement incomes for those 65 and Vier.. , % 1

.Under current tabor force trends, 1 out of every 6 men between 55 and 64 will go 'longer
be in the-Work force by the time they reach 64, and this ratio ii rapidly worsening. Con-
sequenay, a la'rge reservoir of untappecLand ,

unused talent is buildtrig.composed)opersons
.

45 65 and persons over 65.2 .4, '' .
I

1

Ironically, as the American economy rapidly shifts from a goods producing to a service
orierittcl syster-6, there exists a gr6wing manpower shortage.. The manpower shortage in the,
human services is estimated at 30,70, with the highest shortages for professional personnel.:
The paraprofessional movement withip the health, social service and legal fields is beginning
to respond to this demand for personnel within the- human services.. Unfortunately, no
vehicle exists that effectively has the unused talent.Pf older workers to this unmet demand
or to new careers as paraprofessionals within the human services.

The Santa Cruz experiment shows how the older worker can be linked to the 'human
services industry. Ely) using older persons as legal paraprofessionals, the Santa Cruz story
demongtrates how accumulated life skills and experience provide the,older worker with'the
essential ingredients-for effectively contributiflg to the provision of quality legal serv'ices.
The experience has also supported -numerous findings on older workers that show their
high levels of reliability, productivity and their ability to learn new and demanding,Skill3
For legal services offices, typically plagued by high turnover rates, these qualitieS of the
older worker can provide the needed stability and continuity. The private bar can obviously
profit from those. same positive characteristics oithe older porker. In additidn, a pool of
part time workers molt be very attractive, especially for the small legal office.4

1

4

1

10, .1 of101 o,bog of .111 Iota itm, LumullOil by oroltqols, ',Pe What 7/41(
I /e,'. Oo bV 177,11tarn National Pdralcol Insittut 1973
I ,',,t,(4.11, qt 1V/t /ht./ t frIttfrill It 11:///f; 11 S Govt nnluvtt Pooling Of f

afr,t4i /mt. 1 mplot nit nt,' Dot. uoirot it fliar (1 for 1114. 19/1 0/11/1P

(,(1vt,117101'11 trilIlli Of fit 0. tN.himigton, I) C , 1971

till I 1,otaort\ In 1 an 111111k iht
al Connnitt..1)O Lciat As.a,tants. 1971

10 R

Pat,11,1:,11 AM(' I nit Irunurr of
.

Washington, 0 C., 1969.
House Contrence on Aging, U S

(IA' r ,American Bar Association
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7 LEGAL SERVICES TO'THE .ELDERLY POOR

a '
The elderly poor hi'ife not 're'qeiiied,their fair share Of services from the legal service Offices

funded by the Office -of ,EconbMic Opportunity) Although_ of the
is

are elderly,
they represent only 6% of thd legal s4rvice offices' clientele. This statistic is bad enough, ,but
there is every indiclition that the situation willget worse. The age group over 65 has the
distinction or being the fastest'growing pop lation group 20% versi s 12% for the general

populace. In addi.tioin, it is the only age group to show a. rise in the proportion of its
members belowthe laoverty level. .

- So why have legal services offices not served this age group? Legal services attorneys
are already overburdened with more requests than they can handle, and have tended .to
respond to the more vocal groups. the young and the ethnic minorities. The life style of

` young attorneys' in legal service offices differs markedly from that of the elderly, which
might keep some of the older)gerieration away In addition, the older, person needs to have

,- pore time to tell hisctfory, aq the tight scheduling, as well as the strict task-Orientation of
attorneys,- would preclude that opportunity. Thus even those who try to enter the legal

,4 .,.sersoce system might be turned off.The old lack mobility, and are unaggressive in style, and
the needed special efforts, such as home-visitingWould be expensive for a legal service

office.
,

This is why the Santa Cruz model is so attractive. By using senior citizens aSAegal assist-

- ants, the generation gap is automatically closed. In addition, there is a built ilqiiderstanding
of the probleni :ne elderly. Equally, important', because of lower costs, the legal assistant

can -make home visits dlid perform the kind of outreach services which would be prohibitive

O

if performed by an attorney. -

0

4.

J.

.

/, lb, vit by iiIlln J r.'r , SOS A,,,1,4111(k Monograph, Publi,btql by Nabonol Council

nn f h.+ Aging, 19);
.*
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SENIOR CITIZENS LEGAL SERVICES:

THE PEOPLE WHO RUN IT

o
V

`1. 41

In these pages you will meet the people who were most intimately

involved in, the effort to set up. a program upiquely designed to meet

the needs of the low-income elderly. We wan; to give you a glimpse of

thesprocess they wentthrough in setting up that service and to provide

you with useful information based on their experiences in running it.

The SeniOr:Citiiens Legal Services isa paraprofessional unit of the\

Legal Aid Society of%.Santa Cruz County. It as a separate office and

maintains separate identity. The office is staffed by two legal assist

ants, Ezetta Dawson and Jack Keefauver, and one office assistant,

Connie Keefauver. Other staff include a part-time attorney, Richard

. McAdams, tror'n the Legal Aid Society, ani:Ppart time student volunteers,

Jeff Krumm and Valerie Menager.
O

13
13 ^
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CONME KEEFAUVER

Office Assistant

The doff ice assistant plays a key rote by setting the tone Of warmth

and comfort for the elderly in their first contact with the office.
,r

'Duties

1. screens calls or drop-ins to determine if client is eligible for'services

and if the problem can be handled by the office; also decides if

the client needs an emergency appointment;

2. refers those persons who are .not eligible or whose problem is

outside the competence of the office;

3. sets appointments for -the initial client interview wish the le/al
assistant who has the first time available;

4. greets clients on their arrival, secures minimal data, and introduces

client to the legal assistant;

5 sets up client file and card index.;
0

6. monitors the tickler system;

/ keeps the office statistics;

8 performs general secretarial duties.

la
1.
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--- E- ZETTA- DAWSON and JACK KEEFAUVER

Legal Assistants

The legal assistant provides the linkage with the client- community by

the ability to establish rapport and to understand and advocate for the

needs of the elderly.

Duties

1. conducts all first interviews with clients, either in the office orin
their home or institution;

Z. conducts,subsequent interviews with clients, when appropriate;

3. investigates all pertinent facts and secures essential documentation;

4. prepares the case for attorney review, together with recommen-
dations for possible case action;

5. discusses the case with the attorney, with ajaint7d5c-isin- on
appropriate-case ^action;

implements the case action, such as advice-giving, informal' ad-

vocacy (negotiation), formal advocacy (representation at an

administrative hearing);

7. educates client groups on their rights and on how to utilize legal

services; ,

8. serves as community Ipison;
:e0'

9. footles information on services of the office through skilled use

of the media.

17





RICHARD McADAMS

Atiorney

The attorney appreciates the special abilities and perspective eyhich
older personi bring to legal assisting. His primary role of surkryisor
springs from the legal responsibility which he carries for case action.
The basic tool which he uses in carrying out this responsibilityis
called "attorney review." The components involved in this process
are as 'follows:

1. -reviews the file after the first interview and on a periOdic basis
thereafter;

2. develops, together .with the legal assistant, a-plan for action, which

0
could include advice-giving, informal advocacy, or formal advocacy;

3. monitory the cases to make sure planned action is executed
promptly;

4. decides which cases can be handled td a conclusion by the legal
assistant and which need his direct intervention.

Other 'duties include:

1. education of the !eget: assistant on legal principles through case
discussion in the attorney review process;

2. education of the total staff through seminars and through bringing
in outside experts;

3. education of communitygroups about legal issues;

4. education,of the general public through skilled use of the media;

- 5. litigation;

6. legislative advocacy.

1
19'
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:JEFF KRUMM and VALEgi,MENAGE11

College Student Volunteers

The student volunteer appreciates, the opportunity 'to work with the
legal assistant and to learn about the special perspective of th$ senior

'citizen, as well an about legal problems of theelderly poor. The student.
provides behind-the-scenes support to the legal assistant through a

variety of actions, some of which are:
J.

1. help in research; for example, doing library research on an im-

, poront legal issue;

2. help in investigation; for example, photographing evidence;

3. design and distribution of educational materials; .

4,4. transporting clients-and legal ,

5. .running errands. .

21
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SENIOR CITIZENS LEGAL SERVICES:

HOW IT ,G0T. STARTED .

Developing, the. Idea_

0

Richard McAdams, an attorney.at'Santa Crpi Legal Aid Society; knew that the Legal
Aid Office was not reaching the elderly.. poor, Less than g% of their client population was
elderly, in spi&e of the 4act that over 40% of the poor in Santa Cruz were elderly. Various

0. attempts had been made to reach that population, but with no success. .

,From discussions with groups of senior citizens, as well as with soint2 of his own clients
whomere elderly, Mr. McAdams became convinced that the idea of a separate legal service
Office specializing in the legal problems of the elderly and staffed by senior'citizen para-
legals would work.

Committed to the idea, Mr. McAdams brought together a -Core group of dedicated senior
citizen and student volunteers who. had expressed strong interest in this 'approach. Froth
that moment on, the group acted.in concert, developing the data and Making the kind of
decisions that Gould result in an effective legal service office fbr senior citizens.

V.

2d
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Getting the Information
:u

Although the group had some basic demograppicc information about the senior citizen
population, additional data was required to determine the size of the potential client popu-

lation, the size of the caseload such avopulation might generate, and which of the elderly's

"legal needs" were being met in other ways by existing social service ag'en*s.:
This, investigation took tWo basic forms: (1), collecting and analyzing .existing' data,

directories, studies ant! reports pertinent to the senior citizen population; and '(2) inter-
viewing community leaders and agency personnel about the problems of and services for

senior citizens. The types of agencies; and organizations contacted were:

U.S. Census Bureau
Senior citizen organizations'

and centers.
SocialSecurity office
Local health, welfare "and

I

planning departments
tomniunity Action Agency .

United Way or United Fund

Chamber of Commerce
Park and Recreation Department
Community selfhelp groups
Ministerial associations
County Medical Society.
Members of the private bar
Colleges and Universities' .

NeWspapers, TV and radio stations

As this investigation, the group estimated a Client population of betWeen 12

to 15 thousand low- inc6me elderly. The group also discovered that legal problems of the'

.elderly, were commonly acknowledged in the community but that there was no agency to

effectively deal with them. Some farm of legal services for the elderly,, poor was necessary

but the need for such services seemed to far outweigh the'group's ability to meet the""

anticipated demand.
The, process of surveying the community to gather information generated other bene-

fits. It helped the group:
to further develop the idea;
to gain community interest and support for the idea;
to develop p 'trsonal contacts IA ith theiUblic media;
to develop the basis for mutual referral systems.

2

t
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SeNIOR
CITIZENS

LEGAL
SERVICES,OPERATING

BUDGET

From
May,1,1972,

toApril 30,4973

'PERSONNEL*

Supervising
Att rney

20% .

2 Legat
Asli ants (S550/mo.)

.
100%

Office
Assistant

(S500/mo,)

100%

Benefits
at 12% tor Atty/1

Legal
Asst.

#
TOTAL

PERSONNEL

COSTS

NONPERSONNEL**

Space
Costs/Utilities

Rent and Lease
of Equipment

Consum'able

Supplies
and Postage

.Travrr1
Expenses

Community
Iriforpatton

and

.Echication
Ma!erials

Penoclicals/Law

Books

Miscellaneous

PER
MO-.

5100
25
15
35

.

.

' TOTAL
NON-PERSONNEL

TOTAL
PRCIG

RAM
BUDGET

CONTRIBUTORS

'

A,

CONTRII(UTiONS

$ 2,660
'( 1)

13,200,
(2) (4)

6,000
(4)

$21,800.,
u1,104

(1) (2)

$22,904

S 1,200
. 300

180,
420.

600
600
300

8" 3,900

$26,804

Santa
Call Legal

AidSociety,Program

.Community
Action

B.oarci
(CAP)

University
ofCalifor.nia.at

Santa
Cruz,

Community
Action

Division

time

.

New.
personriel

costs
donot.include

student
volunteer

time.

Cosi"
Incurred

at the outset
totalled

53,500
and included:

location

costs.
purchase

of equipment
and Basic

Law, Library,
and costs

for

Training
Session

prior
to office

opening.,
Now,

all cdsts
covered

by

in kind contributions

.
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Getting the Money :

c
Adequate funding, either in money or in-kind contributions, is critical fir the success- -

ful implementation of any idea. This group showed creativity in tapping a variety-of sources,

as follJwi:
From the Legal Aid Society: 1 part-time supervising attorney, 1 part-time legal
secretary, consumable..wpplies., ,

From the Community Action Board: 1 full-time paid staff persOn and some sup-.

, plies-, such as desk, -file cabinet, chairS-

,From" the University. of California ai Santa Cria: student volunteers, telephone,
office equipment and legal research materials;
From the California Rural Legal Assistance Office of the National Senior Citizens

Law Center: training, consultation, back-up litigation assistance.

In assesstig these resources, the group decided that the only way that this needed
service, could be started was through the use of volunteers. Two senior citizens and three
students from the group offered to :/olunteer -their time.

The group was also made aware that such a resource, base was inadequate to insure

. high quality legal services to the elderly poo`P. on a continuing basis. They were convinced,

4* however, that if the service could be started it would demonstrate the validity of the ap-

proach and serve as the basis for a more permanent funding arrangement. The Senior Cit-

izens Legal Services operating budget for the first year-of operation appears on the facing

page. r
For the past six months the SCLS office has been seeking a more permanent source, of

funding. With the assistance o.f the CR LA office Of the National Senior Citizens LaW Center'

proposals have been submitted to the California State Commission on Aging, for a Title III

grant and to HEW's Social and Rehabilitation Services Administration on Aging for a Title

IV grant. Since the potential for federal funding.is extremely uncertain, the staff has also

interested an official from the Administration of the University of California at Santa Cruz
familiar with foundation sources io assist them in securing private funding for the program.

In addition, the office has submitted a proposal to the Santa Cruz Board of Supervisors

for operating funds from revenue sharing.
Despite the creativity and persistence of the SCLS office in seeking a more permanent

funding arrangement, no permanent source of funding has been secured at this time. (Refer

to pages 28 and 29 for a discussion of potential funding sources.)

2.i
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FUNDING SOURCES,t

A large number of publiceid privat exist that provide funding for programs. The problem
is to determine which source or combinatir sources to approach for your type of program. The fund-
ing sources listed below are examples of t. .c and private organizations that have demonstrated some

concern for the problems of senior citizens and/or interest in the development of more effective legal
and social service delivery systems for the poor.

1. PUBLIC FUNDING: At the present time, the possibilities of government funding either on a
federal Li. state level ,are extremely uncertain. However, there is potential. In recent years Congress has
created new programs and allocated increasingly more money for serving the elderly. Although the Office
of Economic Opportunity .is.presently in crisis, it seems certain that OEO's Division of Legal Services will
continue in the form of a national legal services corpoiation..State,and local revenue sharing also offers
some possibilities for funding social service programs, especially those serving the poor and the elderly.

Government agencies primirily interested in the elderly and/or in the delivery of legal services include:

ADMINISTRATION ON AGING, SRS
Department of H.E.W.
Washington, D.C. 20201
(Title IV Research and Deilielopment Grants)

STATE COMMISSIONS ON AGING
(Title III Planning and Service Grants)

,U.S. DEPARTMENT OF LABOR
MANPqWER ADMINISTRATION
Washington; D.C. 20210
(Program Titles Public Service Careers, New
Career Opportunities for the Handicapped,
Operation Mainstream)

t'

OFFICE OF LEGAL SERVICES
OFFICE OF ECONOMIC OPPORTUNITY
1200 -:19th Street, N.W.
Washington, D.C. 20037

STATE GOVERNMENT AND COUNTY BOARDS
OF SUPERVISORS (Revenue Sharing Money)

Other Government Sources;
STATE ATTORNEY GENERAL
DISTRICT ATTORNEY OR PUBLIC

DEFENDERS OFFICE
STATE AND COUNTY DEPARTMENTS OF

PUBLIC WELFARE -AND CONSUMER
PROTECTION

STATE VOCATIONAL AND 4HABILITATJON
OFFICES

II. PRIVATE FUNDING. Although Foundations and Local United Funds are still the main source
or private funding, banks, large businesses, and corporations are beginning to demonstrate increased social
`concern a,td responsibility In fact, they might prose to he the most' important funding source of the
haat: An eAcelient example of this new potential is the Southern California First National Bank's1

program of woad iesponsibility in relation to the rarge elderly population of San Diego. The Bank devel-
oped, planned, and provided seed money for a multi-service center for senior citizens. The center plans

1 I 1,, fir (mil sr I M , Mao( nilovli 0 Darr lot, Sen101 Cif SOUIIIPtli California First

to provide a Lornprehensive set of services. Initially, however, services will include informationand referral,

--
28

Under the Bank's leadership, all funds for the tenter will. he generated from the business community,
local government, and private individuals

J health and d legal Llinic. Other service components will be added in time as funds become Jvailable.

NAtorlf1.1i Bar, '),30 Stror1 Suit.' /00 San 010,10. CA 92112
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Foundations are another potential funding source. Seeking foundation funding, however, is a demand.
ing and.uftentimes d bewildering task. Since there are so many different foundations, with a variety of goals,
(morales, and funding criteria,At is difficult to know which foundation to approach for funding what
type of, program. The Foundation Directory can .be of great help. (The Foundation Directory, 4th Ed.,
Marianne 0. Lewis, Editor, Columbia University Press, N.Y., 1971) 1 The Directory:

contains' names, addresses, contact person for most foUndations in the U.S.;

,rndexes foundations by state and by area of generlal interest;

summarizes foundation's purposes, priorities and general funding criteria;
indicates size of foundation, amount df assets;
'lists the amount, purpose, and redpient of recent major grants.

In approaching foundations, stress the experimental nature of the prograM and its potential as a
mudol. Do not request funds solely for operating costs of a present program. Also be sure to emphasize

the financial and in-kind support of the local community as well as a plan foi evaluating the proKam.

Examples of fuUndations that have demonstrated some interest in the elderly and/or in the delivery
of legal services are:

FORD FOUNDATION
320 E. 43rd Street
New York, N.Y. 10017

LUCE FOUNDATION .

111 W. 50th Street
New York, N.Y. 10026

ROCKEFELLER-BROS. FUND
30 Rockefeller Plaza
New York, N Y.

l..EISCHMAN FOUNDATION
P.O, Box 1871
195 So. Sierra Str:eet
Reno, Nevada 8950b

VAN AMERINbEN FOUNDATION, N.Y.
509 Madiion Avenue
News York, N.Y. 10022

Other Private Sources:
.BANKS, BUSINESSES, CORPORATIONS

UNITED FUNDS
LABOR 'UNIONS
LOCAL UNIVERSITIES, COMMUNITY COLLEGES
SENIOR CITIZEN CENTERS, ORGANIZATIONS
CHURCHES

1 SITT1,1,11 WI( AT.,11 inn . th. 'f immidouliNvw," Foutichition t 11)1,11y Cpwer, 444 Machson

Av ri,Y N,Y

29 29



Determining Staff Size and Composition -

The ;:coup, which was operating with such a limited budget, decided that the most
critical factor in determining staff size and composition was the amount of attorney time
available to them, Since the ,Legal Aid Society had agreed that Richard McAdams could
give ten hpurs per week to the program, the group decided that two legal assistants would
be, enough to supervise, particularly since the program was, new and experimental. This
would give the attorney time to supervise and train the staff, as well as perform his other
duties.

The group also decided that the office could not function without a combination re-
-ceptionist/general secretary, and thus decided on the position of office assistant. Since
students had been .Q...?.rticipating- in the group, and wanted to continue to help, they were
welcomed as back,up.tul5porp-to-,the-core staff.

14 one were to start such an office with a more adequate budget, staff size and com-
position would still be difficult to determine because of the many variables to be considered
such as:

the size of the potential client population and the size of caseload such a
population might generate; ; .

the legal problems presented by the client_population and the decisions about
which problems would be selected;

the degree to which the office used legal systems and systems management
concepts;

the number of cases a legal assistant could handle, which in turn would be
partly determined by the organization of the office;
the number of legal assistants an attorney could supervise, which in turn
would depend on the training of the legal assistants, as well as the organization
of the office (e.g., use of legal systems and systems management concepts).

1. A ,v an .11 <Intl piovitles foi Lose fiction
r Sy,tiliv,, 3461 1,1111k1111 St.. S.111 r1.111CiS(0, CA 94107
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Locating and Designing the Office

The primary goal of the group was to have the office location and design reflect the needs
and pace of life of the senior citizen clientele. That goal was realized by having the senior
citizens in the group fake major responsibility for this planning task.

The most important decision was to have a separately located office. This decision was
based on the theory that a separate office uniquely designed to reflect the pace-of-life of,
the elderly and to respect their sense of pride would be a major factor in overcoming their
previous fear and reluctance to use legal serVices.

Other decisions made by the group:.
the location be in a high concentration of the elderly;
public transportation easily accessible;

no stairs to impede accessibility:
.the lighting be adequate, and the oiaitiria room be comfortable;

the supply of straight-backed chairs be adequate;

the decor be in ,p style pleasing to the elderly.

41,
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'POSITION
DESCRIPTION

I.. POSITION
TITLE:

LEGAL
ASSISTANT

II. DUTIES
AND'

RESPONSIBILITIES:'

A. Purpose
of Position:

To represent
individuals

and groups
of senior

citizens
(62

or over)
in securing

their- full entitlements
and maximum

benefits
from health

care,
income

maintenance,

housing,
and social

service
programs

and to protect

their rights
as consumers.

B.,,Specific
Duties

and Responsibilities:

1. conduct
all initial

client
interviews;

2. under,
attorney

supervision,
initiate,

research,
investigate;'

plan, carry
out and

terminate
aclient

case;

3. implement
case

action
on behalf

of client,
including

advicegiv.ing,

informal

advocacy
(negotiation),

and formal
advocacy

(representation

of client
at

administrative

hearing);

-4 work with attorney
and student

volunteers
on special

research
projects;

5. educate
client

groups
on their rights

and on how toutilize
legal

services;

6.,provide
information

on services
of the office

through
skilled

use of the

media;

7. participate
in ongoing

staff training
programs.

C. SUPERVISOR:

Supervising
attorney.

D. SUPERVISE
ES: Student

volunteers.

Ill. QUALIFICATION

CRITERIA

A. Age:
55 years

of age
or over.

B. Education:
No formal

education
required.

Functional
literacy

required.
Good

speaking
and writing

ability
desirable.

C. Work
Experience:

Experience
in working

with people,
and/or

work
in fields

related
to= health

care,
income

maintenance,

housing,
consumer

affairs,
social

services,
etc, is desirable,

but not required.

r,

D. Personal:
Emphasis

will be placed
on the individual's

"life experiences,"

es-

pecially
as they relate

to the person's
awareness

of the problems
of elderly

persons,
attitudes

toward
the poor and ability

and committment

to act on be

half of senior
citizens.

.

E. Other:
All applicants

must
also be willing

to participate
in a training

program

prior to office
opening.

IV. SALARY:
S550/mo.,

plus binge
benefits.
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Recruiting and Selecting Staff

The core group planning the legal service provided a natural source from which to recruit
staff for the Senior Citizens Legh) Services oftice. Ordinarily, staff recruitment is not such a

natural process but a carefully planned one. Planning considerations usually include:

development of carefully written job descriptions;'
selective distribution of job descriptions to personal' contacts made while planning
the service and to senior centers and organizations;

using the media to attract qualified personnel.
Tbe selection criteria for the staff of the Senior Citizens Leghl Services office were cerei-

fully determined. The group agreed that staff seleciion should be based on objective criteria
contained in written job descriptions and that the designated supervising attorney should
have the final authority in selecting staff. The most important selection criteria included:

a critical assessment of individual group members' skills in relation to the tasks
necessary to run a legal office. Special emphasis was placed on the individual's
ability to read and to speak and write clearly.
a careful evaluation of the individual's "life experiences." Special consideration was
given to the degree of empathy and awareness the individuals had of the problems of
low-income elderly persons and the degree of committment they had to act on
behalf of senior citizens to try to solve some of these problems.

I S,I (nplo oh (I, ,t ; 0 for OW I '1,11 A,',1,1.1111 1r, 011 it10 IOC 111(11),1(11.

3 3
33



Training of Staff
s4

The group recognized the need for training before the doors opened, as well as for
training on an on-going basis. An important part, of the training would be provided on the-
job through the supervision of the. attorney. But the group agreed that in order to function
effectively,. the entire staff office assistant, legal assistants and students should receive
formal training. Since the Legal Aid Society of Santa Cruz County did not have the resources
to provide such training, they turned to the COifornia Rural Legal Assistance Office of the
National Senior Citizens Law Center. The GALA Office agreed to provide training in the
areas of their expertise: health and -income maintenance.

The training was conducted primarily by two CR LA staff members, working asia team,
using materials developed by them. The training sessions were three hours in length, four
days a week, for one month. All trainees were provided with loose-leaf binders which con-
tained substantive information in the following areas:I

Income Maintenance: Welfare (Old Age 'Security, Aid to the Totally Disabled, Aid, to
the Blind, General Relief); Old Age, Survivors and Disability Insurance (OASDI);
.Veterans Benefits.
Food Programs: Food Stamps and Surplus Food (Commodities).
Health: Medicare and MediCal (Medicaid).
Living Arrangements: Board and Care Homes, Nursing Homes, Extended Care Facilities.
Supporti%ie Services: Attendant Care, Guardianships, Protectorships, Protective Payees,
Home Health Benefits.
Rights of Clients under State and Federal Programs: Fair Hearing for Welfare and Medi-
Cal (Medicaid), Administrative Appeals for Old Age, Survivors and Disability Insurance
and Medicare;, General Rights of Notice; Right to Representation.

The trainees were also provided with an Advocate's Handbook, which gave background in-
formation or seniors as a minority group, interviewing techniques and advocacy techniques?

A variety of teaching techniques were utilizedf e.g., role-playing, lectures, films, written
and verbal tests. There was heavy emphasis on the need to work independently, to utilize
reference books, such ds the public welfare manual, the Social Security Handbook, and the
statutes, as well as to rely on the trainee's own resourcefulness and creativity. Accountability
was repeatedly stressed, arid the keeping of accurate, legible and comprehensive client files
was seen as a method of being accountable.

1. j) I h,,11t 1,m ,,,,,,qhmot, rot Legal Scivices, Northwester: University School o Law, 710 N
Lal, Shin, Chu Jyu, ILL bOGI 1 El it 1110(1 //, limn; r ilia`% (11,1(1 ('!(Cc m Ili twit %I% (V Stale and
/ r,1 11,.h7 aJ,Ir,J I Illtill( by Wands R Jean Flanagan. Free to legal service
,t1tormNA and S3 50 f()r ethers.

1,/1.1,ii, *.,1 'JO now tho GM A ()tine, N1,11'011411 S(1101 Ceti. ns 1-.1W Center, 942 Markt:I Street. &Ate
606, San F rani IC, ), CA 04102
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Developing Office Policy

In°,developing polic.ies for Senior Citizens Legal Services, the group was guided by certain

policy decisions that had already been made nationally by OEO Legal Services and loca4
by the Legal Aid, Society's Board of Directors.

.strict OEO income eligibility requirements;
OEO requirements that criminal and fee-generating cases could not be handled by legal

. services programs;
Legal Aiti,Society's policy to spen&a substantial amount of time on impact work.

Besides these general policy guidelines, the grotip was further constrained in determining
program policy by limited financial resources and a_small staff size. The large potential client
population of between 12,000 16;000 low-income elderly posed the very real problem of
client demand far exceeding the program's ability to supply necessary services in an'effective
and professional manner. Unless the anticipated large client caseload' could be limited, the
overload would adversely affect the quality of the service. It also threatened the pace and
atmosphere the group felt essential to rnaintaip -in Serving senior citizens.

Priority to handle cases that reflect themost pressing legal problems of the elderly
client population. From the community survey, the group discovered that the problems
of eonsumer fraud, administrative law (Social Security, Welfare, Medicare, etc.) and
housing problems were the most pressing for the low-income elderly. (For further
explanation, refer to page 44, "The Office Policy and Priorities."

The age requirement was set at 62 years of age or over. The rationale was based on the

fact that persons,62 or over had the most .pressing unmet legal problems.1 The group
decided against using ..he 55 and over age requirement common to many programs serv-

ing senior citizens bdcause their legal problems Were being satisfactorily handled by the
Legal Aid Society, especially by its specialized disability unit.
Interviews were to be .scheduled at the elderly's t*sidence, i.e., home, apartment or
institution, when health or related mobility problems node office interviews impossible.

Office policy and priorities would be subject to periodic review. Fyequent evaluation
of the service would ensure the flexibility for needed policy and jiriority changes.

The group hoped that these policies, especially the case priority and the age requirement,
would act as effective forms of caseload control. Caseload control would help guarantee

program responsiveness to as many elderly persons as possible and quality service in the

areas of their greatest need.

lir 0 2 mooth,, (0 ol).(dhon ,,() (0 ow of .11(.1th oleo' /0 y(,0,-, Of age 01 oi(ler 21% of the ovui 70 chum

')v.,(
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PREPARINIG FOR A PRESS CONFERENCE

Send announcements to all media at- least-one-week-before -the conference. The day
before the conference, Check back to reminil,the media about the conference and to
find, out if they are sending someone to cove, thievent.

2. Announcements should include the reason for the conference; the date-, time and place;
and the person to contact for further information.

3. Press release packages should be prepared for distribution at the conference.

Press release packages should be hand delivered to media representatives who fail to4.

36

attend the conference.

SENOR
CMZENS

LEGAL
SERVICES

PRESS
WIEETI,NG:

, t.
NIAV

11 at 10:00

at the Legal
Aid Society have

just °p especial
a new of fiCe, known

as

Senior
Citizengal

Servic,es,
to better

serve
ifle special

legal needs
of. low

incOme
peoplellS2

and over. ;,..

"This,event
brand

to San6 Cruz County
since Senior

Citizens

Legal
Services

is brie
of the feW law offices

in the United
States

.t.affed
by

.paraprofessionals

or legal assistants
handling cases

under the supervision
of an

attorney.

it is significank
that the paraprofessional

staff is com

posed
of "teams.

of seniors
and students.

In order to discuss
this unique, to

office,
to introduce

the staff,
and to

reach
the elderly

in our community
to explain

our services,
we invite you to

a press meeting
on "Thursday,

May 11 1972, at 10100
a.m., at 1835 Soouel

Avenue
(Office

, Santa Cruz.
A map is include,

in the attAched
flyer.

Releases
and photographs

will be available
at the meeting.

For further
information,

please
cpntact

Richard
McAdams

at' 426-6167

or 426-8824.

Cordially,

I.

RICHARD lAcADAMS

Supervising'
Attorney

a
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Pu)Iicizing Office Opening
-ft,

Publicizing a new service is the rifest initA4 tent use an office might ever make of the
erxtensive coverage will provide stuff e opportunity to discuss the need for the

new program and the type of services offered, as well as the Opportunity to reach the client
0'population and gain"general community support.

The staff at the Senior Citizens Legal Services office carefully planned a pressconference

and a series of press releases to announce the office opening.1 The "Opening" was extensive-
ly covered by the newspapers and by radio and TY,stations. In addition to careful planning,
tl?e important ingredients for this effective coverage were (1) the group's cultivation of per-
sonal relationships with selected members of the media; (2) having one person iesponsible
for coordinating and giVing direction to the entire thff's participation in the media campaign.

Other components of the campaign included:
' sending invitations to the office opening to all interested agencies, organizations, and

individuals contacted during the community survey;

listing of all local Media sources;
deciding what form of media, or combination of forms, would be.most appropriate
for the message;
preparing for and participating in TV and radio interview and talk shows;

--preparing and distributing pamphlets, leaflets and posters.

1 F1'f'" rn the f,nciry pdy. to a ,IrtIplo of (ho <ifinottnt.Arnvnt fiw of f ity kno.(1 m calling pt PSS c'onfraence On the

foifovvout page e. ,to of the. type of press coverogf, received
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yister:-1-10-ro
afaii

Second
Section

Friday,
Mai-19:

1972

tegal aid ierviCes7

,
offered

elderly
pioi.

Legal services
for tow.

'me

people
over

61 are avalla

through a new office just opened

in Santa
Cruz by the Legal Aid

Society. ,
The office,

using a mixture
of

elderly
people

and students
who

work under
supervision

of a

lawyer,
handles

problems
involv-

ing consumer
difficulties,

,
housing

disputes,
money

and wel-

fare, Medicare
and Medi-Cal.

1It
will not handle

criminal

cases,
bankruptcies

or civil

claims).
The use

here of paraprofes-

sionals or
legalassistants

trained

and supervised
by a

lawyer to

provide
legalservices

has drawn

widespread
interest.

The staff, under
lawyer

itichard
McAdams,

Includes

full timeworker,
Ezetta Dawson,

part time legal assistants
Jack

Keefauver
and Connie

Keefauv-
Volunteer

Raebael
pressman

er, as well as UCSC
volunteers

liachael
Grossman,

Claire

McAdams
and Michael

Olexo.

Services
are available

to

people
over

61 with monthly

incomes
limited to

$210 for a

:ogle person
and $250

for two.

The newoffice,
located at

1835 -

Soguel
Ave . is open

Monday

t Friday
from 9 am until

5 p III
ip 01

.S.88 41 Nonnan

S
Nayfach isdirecting

iftbrney

0

Senior
legal assistant

Jack Keefauver
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, PREPARING A PRESS RELEASE PACKAGE'
FUR NEWSPAPERS, RADIO SAND TELEVISION STATIONS,

1. Check with the press office, radio or T.V. station to find out about deadlines and :t
special regulations.

2. Write your own story. Be specific and brief. Explain the whowhat, where, wIri and
v.

when of the event.

3. If pictures aye.included, list the persons in the photograph froM left to eight.

4. Deliver thepress releage package in person.lf possible, try to deliver the ieleases to all
press,radio or T.V. offices simultaneously.

(Refer to facing page for a sample of actual coverage the office received.)

ro
4

3 9 39
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SENIOR CITIZENS EGAL SERVICES: THE DOOR OPENS

Senior Citizens. Legal S rvices opened in April 1972, prepared to meet its goals:

To expand the availability of legal services to low-income senior citizens in Santa Cruz

, County;

To provide legal services for the elderly poor-in a manner and setting which maintains
their dignity and self-respect; -

To piovide occupational and volunteer opportunities for senior citizens and to utilize
the resources and life experience of the elderly in assisting others within their
community; 0

- To act on the common legal problems of the elderly.

C.;
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SENIOR CITIZENS LEGAL SERVICES: HOW IT WORKS

The Governing Board
/

The Senior Citizens Legal Services is governed by the Santa Cruz Legal Aid Society's
Board of Directors, whith has been an enthusiastic supporter of the specialized program

for the elderly poor. ,.

To ensure that a Board provides that kind of support on an on-going basis, it might be
wise to have a Senior Advisory Council built into the Board structure. Another alternative
is to have certain Board positions reserved for senior citizens. The goal would be to ensure
sensitivity to the problems of seniors and a commitment to giving those problems priority
in program planning. .

A governing board ideally serves as a protector of the legal services office, and as a buffer
between it and certain segments of the community which might object to its vigorouS-

activities on behalf of the client community.
Other functions include:

fund 'raiser;

generator of .community support;
policy maker;
selector of the directing attorney;

'ultimate responsibility for the overall program.
,---

-,
-..
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The Offit.e j Policy and Pilorities

The staff had developed some basic policies before the doors of the office opened. There
were pre-existing policies, such as those of the Federal 0E0 Legal Services, as well as of the
local Legal Aid Society. However, the staff developed a group mechanism for.arriving at
policy decisions within those constraints. Equally important, the group had a commitment
to constantly review the office policies and priorities to make sure that they were helping to
meet the goals of the office.

The most important policy that legal services offices must set is that of program priorities.
Based on the data collected before opening, the group decided that the most important
"survival" problems of the low-income elderly would be given priority:

income maintenance problems,

health prdblems,

landlord-tenant problems,
home ownership problems,

consumer fraud.

Their experience has confirmed that these are indeed the problems that preoccupy the
loW-income elderly, as evidenced by. the people who have come to Senior Citizens Legal
Services office. The office did get numerous requests for help with another problem wills
but after testing out the time involved, decided not to provide that service. Instead, they
deve:oped an alternative solution. a panel of lawyers who agreed to provide the service for
a minimal fee.

It is obvious that the legal.problems selected will vary, depending on the local conditions.
The important point is that decisions must be made about which legal problems to focus on,
and those decisions must be constantly reviewed, in view of caseload and quality control
problems.
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Legal Assistant

CLIENT NAME

FORM NO. 1

File No.

CLIENT INTAKE, CLOSING AND STATISTICAL SHEET

Social Security Number

Address

Phone

SEX M F AGE

MARITAL STATUS! SMDW Sep
IS APPLICANT HEAD OF HOUSEHOLD?

ETHNICITY ICl/cl One)

I Ammo an Indoor)
2 Black
3, Caucasian

1 Other

SPOUSE /FRIEND

Address

Phone

4. Oriental
5. Filipino
6. Spanish Surname

Numb., of DEPENDENTS not including Spouse

PREVIOUSLY SERVE° Yes No

RE gr: R RE 0 BY ICiocle Ono)

I Health Aqi:Ocy
2 Wilf are Attent
3. Othor Social Afro( y

4 Publicity/Community Education
-, 5 Clint ltganization

E) Former client
/ Othit

DATE OPENED

DATE CLOSED

INCOME.

OAS/ATD/AB/AF DC/GA
SOC. SEC., OLD AGE
SOC. SEC.: DISABIL.
STATE UNEMPLOYMENT
STATE DISABILITY
VETERANS PENSION

OTHER

TOTAL'

ASSETS

'BANK /SAVINGS

HOME/OTHER PROP,

MOTOR VEHICLE

LIFE INS, VALUE

TOTAL.

LIABILITIES

TOTAL DEBTS

MONTHLY OEBT PYMT.

IS APPLICANI,ELIGIBLE FOR OUR SERVICES?
Yes No

If questionable. pleas(' explain

PLEASE TURN TO FORM NO. 2 AND SELECT THE APPROPRIATE PRDBLEM.

L t th. nit rn 100 orowr sr c lions below. As the case proceeds fill in the appropriate spaces with numbers indicating

the actions taken and the results obtained

PROBLEM ACTION RESULTS

smornarmgro

,it Y.. Ni
FORM NO 1
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FORM NO, 2

LIST OF PROBLEMS

1. OASIATDIAB/AFbC/GA
al application b) denial c) amount d) termination e) harassment

2. SOCIAL SECURITY DISABILITY
a) application b) denial c) amount d) termination

1
3. SOCIAL SECURITY OLD AGE

a) application b) denial c) amount d) information

4

el information

f) information

VETERANS BENEFITS
a) application b) denial c) amount d) termination e) informatimi

5. MED1-CAL (MEDICAID)
a) application b) denial c) termination d) infol manor)

6 MEDICARE
d) billnul I)) in( 01 rnatton c) denial-eligibility d) denial- coverage e) harassment

7. ''LANDLOBD TE NAN (Provato)
.))0vocton b),"r): iruji.aw (nay enforcement cl) information eViarassmenc

8. LANDLORD TENANT (Public)
e) code enforcement° f) information g) harassmentd) application (1111,11 (-) PVil.,110)1 d) sent mclease

9 HOME OWNERSHIP
a) taxes b) foreclosure c) information 0

10 CONSUMER
ai (mm0,11110.11 t bl 1.).10,,211.)11 0.1)14.tiVP goods dl billutg el work unsatisfactoryr) I) price unsatisfactory
(I) hdr,,,,smont h) roa tract

0

LIST OF ACTIONS LIST OF RESULTS

I (toktral 1 Success

2 2 Partial Success

Advil ,i,,ait 3 No Succes.,

0
4 Cid,n f Pau( anon 4 Result Unknown

5 infor Ind) ddVOC .1( y 5 Chant handling own case

,11,11 r, iv,ci n y A\ (lin hearing) Other olgamiation handling case

(,(,IT u iuni 7 No resource available

8 Nn rf hni, 8 Case has no merit

46 46
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The Office Procedures

The staff of Senior Citizens Legal Services has begn-very conscious of the experimental
nature of their enterprise, and the need for accountabiljty, not only to the general public,
but also to their own governing board, and to their clientele. They have spent a considerable
amount of time designing and redesigning office procedures to ensure accountability, and at
the same time not burden the staff with needless and essentially wasteful paperwork.

In devising the procedures, the staff wanted to be sure that no case or client is "lost",
that action is prompt on each case, and that there is easily accessible and complete data on
each client. The procedures developed fall into the following categories: 1) the case file and
accompanying forms, 2) the tickler system, and 3) the filing system.

The Case File
Acme file is a repository of all essential information on the client and his problem, as well

as of all transactions between client and legal assistant and between legal assistant and the
attorney. One problem in file-keeping is that the file soon becomes cluttered with notes and
documents haphazardly filed, with no regard to order or importance of information. Since

the attorney must review the file, it is especially important that there be a way to organize
the file and to have summary sheets which can tell at a glance what is happening on the-case.

Forms No. 1 and 2 on pages 45 and 46 provide the kind of summary needed: 1) back-
ground information on the client; 2) information concerning eligibility for service; 3) infor-
mation on the substantive law area in which client's problem falls; 4) information on the
specific problem or problems within that law area; 5) action or actions taken by the legal
assistant, and 6) results. This form is filed in' the left -hand side of the file, on top of official
documents, letters, release of information and authorization to represent:'

Another form, an action form, is of equal importance in terms of accountability. This
form has space for briefly summarizing the facts of the case, but its primary focus is to
prescribe action of the legal assistant and to indicate the findings of the attorney review.
This form, Nu. 3, is located on page 49., It is filed on the right-hand side of the case on
top of older action forms, and any' hand-written notes of the legal assistant. This form is an
essential part of the tickler system, which will be discussed next.

The Tickler System -
The goal of the tickler system is to provide for prompt case action and to prevent clients

from getting "lost" or from important dates being missed. It is a form of calendar monitor-
ing that schedules case action, as follows:

the attorney and the legal assistant review a case, decide on action, and schedule that

action;
that information is'noted on the 'action sheet on page 49;

the,attorney anti the legalassistant both note the case name and date of action on their
desk calendars;

P!.,75t; narto' 50 for a ,,,311/1)t,' ,P1,..1,0' Of ,reformation ,Ind author itation to ittorpsynt form, (Form No 4)

0 4
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the case name, date, and name of legal assistant are given to the office assistant, who
records the information on a master calendar;
the office assistant, on the date of the action, pulls the case and places, it on the legal
assistant's and/or attorney's desk;
the date of the next attorney review_of the case is also noted by the attorney, the
legal assistant,'and the office assistant.

The Filing System
The filing system provides for uniform handling of cases so ihat any staff member can

put his hands on that case at any time.
The office assistant has primary responsibility for tilt filing system. When the client comes

it for the first interview the office assistant:
makes up the file and tabs it with the client's name, as well as with a number taken
sequentially from the logbook;
records in the logbook the client's name, date of interview, legal assistant responsible;

makes up a file card indicating the client's name, address, phone number and legal
assistant responsible; it is filed alphabetically on the office assistant's desk.

During the period of time a case is active, ..the legal assistant and /or attbrney.has respon-
sibility for inserting a card indicating date and person's name when a file is removed from
the file cabinet. That person has responsibility for re-filing the case file SvherV he is through
using it. The case is filed alphabetically.

When the case is closed, the office assistant:

records in the logbook the date of case closing;

makes sure that the proper closing notations are ade in the case file, and then files
the car numerically;
removes the file card from the open card file anpl places it in a closed card file.

The logbook provides for 1) sequen tial case numbrs; 2) brief summary of essential data;
3) quick record of number of clients served; 4) easy check on cases which may have been
open too long.

The purpose of having numerical filing, in addition to alphabetical filing, is that it provides,
for ease of retrieval and greater accuracy, especially when there is volume. Obviously, it is
possible to have only alphabetical filing. The Senior Citiiens Legal Services office, however,
decided to have both because while the staff is presently familiar with the names of their
active clients, they anticipate a large caseload in the future.
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CASE NAME

FORM NO. 3

CASE NUMBER

NOTES (SUMMARY OF PROBLEM/

ACTION OF LEGAL ASSISTAN T

ATTORNEY REVIEW

At tot twy

ACTION PRESCRIBED BY ATTORNEY

CALENDAR FOR ((IMO

LEGAL ASSISTANT

DATE

ACTION FORM

49

FORM NO 3
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\ FORM NO. 4

AUTHORIZATION TO REPRESENT

, residing at
(Name Please Pnnt)

(Address)

hereby authorize Senior Citizens Legal Services to represpnt me in the matter of: de

C!!

and in connection therewith to have access Lo, inspect and copy all information relating

theretp, including, but not limited to, all medical records,and information.

Witness;

50
4

Signature

Date

Signature

Date

FORM NO 4



c.

The Legal Assistant Client Relationship
.

.

At the Senior Citizens Legal Services office, the legal assistant is an extension of the at-
torney. Since th attorney is bound by certain ethical considerations, so is the legal assistant.

Some of these c nsiderations are:

at initial interviews, the legal assistant in introducing himself must make clear that he
is not an attorney, but that an attorney will review all the facts in the case and pl'escribe

action;

the legal assistant cannot give legal advice without the sanction of the attorney;

the legal assistant should not make promises to the client concerning the solution of
the problem;

the legal assistant must respect the client's right to self-determination, inclUding the
right to.reject a proposed solution to the problem;

all infoe,mation must be used for help% the client and can be used only with the
client's permission, or the client's confidentiality will be violated. A special authoriza-
tion form, which appears on the facing page, is used to obtain client's permission.

a,

\

5 1

0

t.
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.Staff Training and Development-

The staff of the Senior Citizens Legal Services Office has a' commitment to training.
Tne CR LA Office provided a good baiiciraining prior to the opening of the office, and has
continued to provide consultation, updated reference materials and litigation assistance,

The staff has received on-going training in two ways: 1) through the attorney review, and

' 2) throt.igh effective utilization of staff meetings..
The attorney review provides the major opportunity for training the legal assistants. By

asing the discussion of individual cases as an educational device, the attorney interprets the
legal principles and implications involved in the problem. Through this process, the Jegal

*Nis and sophistication of the legal assistants rapidly develop. . .

Staff meetings provide an oppor;itunity for on-going education forthe entire-staff,There
have been a number of sessionsoaroUnd two additional substantive areas of law, consumer

fraud and landlord-tenant problems. 'T:he supervising attorney, who has particular expertise
in these two areas, has provided the core teaching. However, the staff has also securea.local
experts from the private bar and various kate and federal agencies who have made, presenta-

tions at staff meetings.
The staff is interested in utilizing every opportunity available to develop their knowledge

base and skills, They learned about a special project funded by the Office of Ebonomic
Opportunity whose goal was to develop legal systems. A legal system translates a substantive

area of the law into laymen's language and provides guidelines for case action. Such systems

are considered an important tool in furthering the development of the paralegal movement.
The staff has asked that the legal 'systems, when developed, be made available to them for
their use.
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. INTERVIEW
WITH etigNTS

(Questionnaire
to be used y interiloycz.$)

' I. QUESTIONS/RELATING

TO LOCATION,
PHYSICAL

ASPECTS
AND MISCELLANEOUS

ASPECTS:

1) Have you ever
used tne services

of a lawyer
before?

If yes, hoWoften?
If no, howhave you handled

problems
of a legal nature before?

2) 'Why
did you

decide to contact
the

office?
Had you gone elsewhere

for help before

confactmg
this office?

If so, what happened?

3) Did you first call theoffice,
drop in or write?

Were you
given an appointment?

.

4) What
kind of transportation

did you
use to get to the office?

What problems
did you

have in locating

the officeocin getting there?
How many

times
did you go to the office?

.5) Now, Ms./Mr.
, I'd like you to think

back to your first visit to the office.
Can you

tell me

how,Iong
you had to wait before

you were seen by someone
to discuss

your problem?
Can you

describe
the reception

room?

II. QUESTIONS.RELATING

TO STAFF:

1) Were you satisfyl
with the contact

you had with the receptionist?

2) To whom vieru you referred
to discuss

your legal problem?
How

long did the interview
last? What

was the resitt of the interview?
What were you most satisfied

.with in
regard to theinterview?

What

dissatisfied
you the most with regard to the interview?

3) Was
any other

member
of the staff involved

in helping you
with your problem?

What
did that person

(lo?

4) Were you asked to do anything
yourself

to help resolve
the problem?

If so, please describe.

,j5)
What are your impressions

of the staff at the

office?

III. QUESTIONS
RELATING

TO THE PROBLEM
ITSELF

/ ACTION
/ RESULTS:

1) Describe
briefly the legal problem

you had
when you visited the Legal Services

office. What
kind of

help or advice were you given?

(Ngte: These questions
may not be necessary

if information
was included

in responses
above)

2) h is the matter been resolved?
How? Was

there a court proceeding?
A hearing?

Did the matter involve,,

negotiation?
Did they prepare

any papers
for you?

How long
did it take for the matter to7be

resolved?
How long do you expect

it to be before the matter is resolved?

3) Did you expect the staff to do more?
What?

,

4) Would you
say that the service

was Ll excellent?
0 very good?

U good?
0 fair?

--average4s.
I I poor?

Would you explain
why you woufdrate the service like that?

51%Volil you
refer.. a the-rid-to.

this;:offiee
for assistance?

Why or why not?

Supplementary
and probe questions

to be used when
necessary to

elicit more
information:

can you

tell me more about this? What
makes you

think this? Why?
In what way?

0 Belo



The Office* Evaluation

Evaluation in a legal service office provides the "normal 'function of evaluation of any,
service office: to judge what is being aQcomplished, to modify program and policies: and to
provide necessary information to funding sources. , ,

.

In a legal service office, it is of particular importance to monitor closely the rapidity with
which case action is completed. If cases are held for too long a period of time, clients are
probably being 'poorly. served. Action is then indicated, either in terms of caseload control,
or in determining where the procedures have broken down:

Beside3 the required and independent evaluations conductea periodically by 0E0's Legal
Services Division, the Senior Citizens Legal Sel\v,ices office has experimented with other
methods of evaluation:

3

-

quarterly analysis of a ll closed cases consideritiO the number of clients served, the types
of cases, the kinds of action talr, the results of that action, and the time span be- '
twecr, intake and closing; .` .

periodically eliciting comments and suggestions rom the client community; I
. \

t interesting a graduate student to conduct an independent evaluation of the office. The
questionnaire a student.delieloped to interview cli ts served by the offide appears on
the facing page. Preliminary results indicate a high degree of consumer satisfaction

I \pew ./ m// chil evaluating the .senior citi.:\ns office ikl Santo I , ,

Urn: / et,tal . I hi. / trot ,Jvirente/t impremq/ witk the sophistication
''t thc ;)tlii e and the enthimaAni 01 the \odor advocates Who 117)1.4

11-,

there -
. .

(Excerpt from a recent 0E0 evaluation of he office.)
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SENIOR CITIZENS LEGAL SERVICES:

THE ACCOMPLISHMENTS

In the first year of operation, the Senior Citizens Legal Services office has served four
times as many elderly clients as previously served by ;tie entire Legal Aid Society of Santa
Cruz. This is an average of over 50 new client cases per month.

The types of cases and the percentage of time spent by legal assistants on direct service

cases:
,.'

40% Health (Medicaid, Medicare & Income 'Maintenance (Welfare, Social
Security, VA pensions),

35% Landlord-Tenant problemS.

25% Consumer problems.

The following client comments well summarize the general reaction of the client com-
munity interviewed about the Senior Citiieris Legal Services office:

We felt so alone. so defeated 711' lest' psople_were outstanding and made
ysou Ice! right awat that you( were in friendli hands

'nought Met were ten good and Teo efficient and they knew all of the

answcra..114int questums /bet took upon themselves to c.vdain things

Thet tt ere yen stir( ere in wanting to help Ont. I hare gone into Tally
businesses and alumni's olfUes where ion had. to pat high fees and hare
nero- been Olen the consideration whuh these people wire

The effect of the Senior Citizens Legal Services on the morale of the elderily community

is immeasurable.
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CONCLUSION: SANTA CRUZ AND BEYOND

We have presented a model for delivering legal services, utilizing older persons as legal

assistants. This model was designed to meet the particular problem of a community: that
of iiroviding needed legal services to low- income elderly. We think this model can be adapted

to a wide range of other situations, and would like to briefly discuss three possibilities: a
generalized legal services office, a legal clinic within a senior citizens center; and a private
legal office.

GENERALIZED LEGAL SERVICE

It might not
of

possible for a legal services °Mee to set up a special office devoted solely
to the needs of the low income elderly. However, by using older persons as office assistants
and legal assistants within the generalized office, an, atmosphere can be created which will
make that office more attractive to the low-income elderly.

The value of this model extends beyond serving the elderly for there is every reason tc?
assume ,that older persons as legal assistants could provide good service at a lower cost to all
age groups, thus enabling the legal services office to serve more people.

A LEGAL CLINIC IN A SENIOR CENTER

There has been a movement to expand the role of the Senior Center beyond its traditional
function of recreation and socialization to provide'Multiple services. Legal services could be
one of those services. The senior citizen would not have to travel to an alien environment
but would be provided legal advice in a familiar, comfortable place. There could be a partner-
ship between the center and the local 0E0 legal services office, with the legal services office
providing an attorney's time, and the center providing space, as well as staff or volunteers

to serve as legal assistants.
In the event that time is no publicly funded legal services office, or such an arrangement

is not feasible, another possibility is for the-center to hire an,attorney and have control over
the entire operation. A legal clinic senior center model is currently being developed in San
Diego, California. Southern California First National Bank is playing the role of community
"(.,Itolyst" by providing the money to set up a senior center, with medical and legal clinics
being given priority as the first services to be star ted. An attorney has been hired to head the
legal clinic, and he is in the process of hiring senior citizens as legal assistants. The Center

will open short' and will be watched to see trovv the experiraent in funding and in operation
works out
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PRIVATE LEGAL OFFICES

There are differences in needs of private attorneys and public legal services, the most
obvious being that private attorneys are not particularly interested ir2 reaching the poor or
the low-income elderly. However, both private and public sectors have a common interest
in quality service at low cost.

Lee Turner, a highly successful attorney in Great Bend, Kansas, whose practice is largely
made up of personal injury defense litigation, utilizes a "systems management" approach)
In his firm there are three attorneys and twenty-seven legal assistants. His main clients
insurance companiesare cost conscious and_want quality service, and yet they apparently
are pleased with his services. He draws his assistants from a pool of older woTlen who are
looking for jobs after their children grow up, and claims these women constitute a stable
and well-motivated workforce. Again, this reinforces our belief that older personsmen as

women provide a pool from which attorneys could draw for legal assistants.
* * * * * * * * * * * * * * * * * * * *

We have just begun to suggest possible ways to adapt the Santa Cruz model. We would
like to hear from you concerning the usefulness of the Handbook and any new models you
develop.

California Rural Legal Assistance Office
National Senior Citizens Law Center
9421Vlarket Street, Suite 606
San Franciscb, CA 94102
(415) 989.3966

1 fe Desioiop Gotwient y IU US111(1 Lf,(jtil r,1PtiptUf,'SSIOrIJIS," a Report of the Blackstone Associates/Office
. of Legal Servn p. Confani e on vgal Pataprolwonak, 1972 by Blackstone Associates, Inc
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"THE tANTA.CRUZ STORY SENIOR CITIZENS LEGAL SERVICES"

17 minute, 16 mm. color film

The film depicts a day in the operation of the Senior Citizens Legal Services office of
Santa Cfuz.

A copy of the handbook, "The Santa Cruz Story: Older People Serving Older People
in a Legal Setting," accompanies the film. Copies of the handbook can, of course, be
purchased separately. t.

(TEAA ALONG THIS LINE)

ORDER FORM

NAME

ORGANIZATION

TITLE

ADDRESS CITY

I wish to preview the film

No days requested

Preferred date

En hest date

Ldtest date

Send to. California Rural Legal Assistance Office
National Senior Citizens Law Center
942 Market Street, Suite 606
San Francisco, CA 94102

Telephone inquiries' (415) 989.3966

6 0

STATE ZIP

I wish to purchase the handbook.
(S2 50 /copy postpaid)

No copies requested

Amount enclosed

Bill me
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